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31 January 2017
Dear Dermot
Open letter – customer satisfaction with Utility Warehouse’s complaints handling

Following your open letter to Utility Warehouse on 22 September 2016 in relation to the results of your latest report into customers’ satisfaction with suppliers’ complaint handling, and the feedback that some of our customers gave in that report, we committed to commissioning an independent audit and sharing the results with Ofgem alongside our plans to address any issues that may have been identified.

At Utility Warehouse, we take our responsibilities as a multi-service utility provider extremely seriously.  Customer service, together with value, is at the heart of our business model and providing a market-leading customer experience has been the cornerstone of our success to date.  As we rely upon customer referrals for the vast majority of our growth, delivering exceptional customer service to our Members is critically important to us.  

We were therefore hugely disappointed to see the results of Ofgem’s research.  I can assure you that we have taken this feedback extremely seriously and are absolutely committed to ensuring we deliver an improved customer experience in the important area of complaint handling.

In line with your request, we undertook a tender process and commissioned an independent audit of our complaint handling processes.  We engaged PwC to perform this audit, having first held dialogue, and agreed a set of procedures, with Ofgem.  
PwC carried out a thorough review of our policies including: - 

· Our Complaint handling processes
· Performance data
· Governance and control environment
· Management information and analysis
· Call handling
· Training 
This allowed the auditors to gain a holistic understanding of our approach to complaint handling at every stage of the customer journey.

I am pleased to confirm that the independent PwC report has shown that we have a robust control environment in place, with an appropriate level of quality assurance and compliance monitoring to ensure our complaints handling processes are fit for purpose and our governance framework is appropriate to facilitate compliance with the Gas and Electricity (Consumer Complaints Handling Standards) Regulations 2008 and Ofgem Standards of Conduct.

However I am concerned that the report notes that in some instances the way in which our processes have been applied during calls with customers has not resulted in the level of service that they should expect from us.  While this is not due to any systemic issues, it has highlighted a greater need for consistency in the application of our processes.  In addition there were a number of suggested improvements that could be made to our documentation in order to deliver a higher standard of service, and I can confirm that we are already implementing these enhancements.
Both the original feedback and the auditor’s report and findings have been fed into an existing programme of work internally titled ‘Focus’.  The outcome of this programme is a detailed Action Plan to drive our customer service performance forwards and to ensure that our Members receive the high levels of service that we both need and should provide them with.
Within the Action Plan there are a large number of individual workstreams: some contribute specifically to the improvement of our complaint handling processes and the issues that have been identified, whilst others deliver a more widespread improvement to our overall level of customer service level across all the various household services that we provide.  
Our ‘Focus’ programme was initiated during the summer, and is being led by our recently appointed Customer Service Director who joined the business himself as a member of the call centre 18 years ago.  From this deep experience he is uniquely qualified to oversee and implement the Action Plan, with support from an equally strong and experienced senior team.  I am pleased to confirm that our Members are beginning to see the real and tangible results of this programme – not just through our complaint handling capabilities but in general through an improved overall customer experience. 

In order to provide more assurance, I have detailed a number of the initiatives below, although the Action Plan is considerably broader than these alone: -

· Upgraded internal complaints system to ensure early identification and tracking of complaints

· Altered management structure and reporting lines within our Member Resolutions Team to provide greater oversight and closer management of complaints 

· Increased volume of complaint calls being subjected to quality assurance review 
· Streamlined complaint handling structure to accelerate the process and provide more insight into the stages of the customer complaint journey
· Enhanced feedback system to allow our Members to supply direct and real time feedback on how their complaint has been dealt with

· Advanced ‘soft skills’ training programme provided to all our customer service and administrative operational teams

· Following the audit that PwC undertook in December 2016 we have engaged a specialist third party consultancy to conduct a more thorough review of our complaint escalation processes and look forward to implementing the suggested improvements from this forensic investigation
· During February 2017 all customer facing staff in our energy teams will undergo further refresher training on our complaint handling procedures; this will specifically focus on the identification, ownership and resolution of a complaint, clear and transparent communication with the customer at each stage of the journey, and ensuring that the customer is happy with the way in which we deal with their concern

Throughout the independent audit process we have maintained an open dialogue with Ofgem staff.
We look forward to maintaining this constructive dialogue throughout the implementation period of our Action Plan, and beyond, with the clear objective of ensuring that the results of future surveys undertaken by Ofgem are more favourable, and better reflect the high level of service that we aim to provide to our customers.
  
The results of the survey and audit have identified a number of improvements that we need to make.  I can confirm that we are well underway in addressing many of these, and are fully committed to implementing the outstanding changes that will ensure that any customers who feel the need to complain to Utility Warehouse receive a satisfactory outcome when dealing with us.
Yours sincerely

Andrew Lindsay
Chief Executive
Telecom Plus PLC, registered in England, number: 3263464. Registered Office: Network HQ, 333 Edgware Road, London NW9 6TD
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